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ABSTRACT 
 
This study aimed to measure student satisfaction with the service 
education in the Department of Accounting University of Muria Kudus and which 
variables were considered to have been able to approach the expectations of 
students to faculty, administrative performance majors, functionaries and 
physical evidence (building, teaching and learning facilities, hygiene and safety). 
The level of quality of service provided by the University of Muria Kudus as 
government agencies, measured by converting the value to the student satisfaction 
in the service quality standards KEPMENPAN No. KEP / 25 / M.PAN / 2/2004 on 
General Guidelines for Preparation of Public Satisfaction Index Services Unit 
Government Agencies. In this study using five variables include: reliability, 
responsiveness, assurance, empathy and tangible. Based on the data obtained it 
can be concluded that the education service satisfaction felt by students almost 
close to what was expected. The level of service quality Muria Kudus University 
Accounting Department is B with Good service performance for all variables 
 
Keywords: student satisfaction, educational services, reliability, responsiveness, 
assurance, empathy, tangible 
   
 
 
ABSTRAKSI 
 
Penelitian ini dimaksudkan untuk mengukur kepuasan mahasiswa terhadap 
pelayanan pendidikan di Jurusan Akuntansi Universitas Muria Kudus dan variabel 
mana yang dianggap telah mampu mendekati harapan mahasiswa terhadap dosen, 
kinerja administrasi jurusan, fungsionaris dan bukti fisik (gedung, fasilitas belajar 
mengajar, kebersihan dan keamanan). Tingkat kualitas pelayanan yang diberikan 
oleh Universitas Muria Kudus sebagai instansi pemerintahan, diukur dengan 
mengkonversikan nilai kepuasan mahasiswa kepada standar mutu pelayanan 
dalam KEPMENPAN Nomor: KEP/25/M.PAN/2/2004 tentang Pedoman   Umum   
Penyusunan   Index   Kepuasan   Masyarakat   Unit   Pelayanan   Instansi 
Pemerintah. Dalam penelitian ini menggunakan lima variabel yang meliputi: 
reliability, responsiveness, assurance, empathy dan tangible. Berdasarkan data 
yang diperoleh dapat diambil kesimpulan bahwa kepuasan pelayanan pendidikan 
yang dirasakan oleh mahasiswa hampir mendekati dengan apa yang diharapkan. 
Tingkat mutu pelayanan Jurusan Akuntansi Universitas Muria Kudus adalah “B” 
dengan kinerja pelayanan “Baik” untuk semua variabel. 
 
Kata Kunci: kepuasan mahasiswa, layanan pendidikan, reliability, responsiveness, 
assurance, empathy, tangible 
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